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QUESTION 1  
Strategic security is designed to safeguard the availability, integrity and confidentiality of 
designated data and programs against unauthorised access, modification or destruction.  Decide 
which other system management processes are impacted by strategic security and debate how these 
processes are impacted. 
 [16] 
 
QUESTION 2  
Facilities management is a process to ensure that an appropriate physical environment is 
consistently supplied to enable the continuous operation of all critical infrastructure equipment.  
Write a report indicating TEN major elements of facilities management and how it impact service 
delivery to users. 
  [20] 
 
QUESTION 3  
Your company plans to outsource its Business Continuity.  They have sent a request for proposals 
to three suppliers and received their proposals.  You have been asked to evaluate the three 
proposals and to make a recommendation on which one to accept.  Develop at least six criteria that 
you will use to evaluate the proposals.  Explain the rationale behind each criterion. 
 [12] 
 
QUESTION 4  
The infrastructure that you manage as the IT manager is sufficient for the time being but you realise 
that in order for IT to play a more strategic role, the infrastructure needs to be taken to a world-
class level. Create a checklist that can be used to determine whether the infrastructure is world-
class. 
 [11] 
 
QUESTION 5  
Many batch programs have been converted into interactive systems.  Describe the implications of 
this conversion on performance management and capacity planning.  Make use of a table.  
[10] 
 
QUESTION 6  
You were recently hired as the internal help desk manager for Sticks and Stuff, a hockey equipment 
manufacturer that uses several of-the-shelf- software packages as well as a number of home-grown 
applications.  After only two weeks with this small help desk, you realise that the help desk is 
trying to be “all thing to all people” and that the staff is getting burned out.  There are no defined 
standards of what the help desk should support and the company’s employees call about anything 
and everything from technology questions to burned-out lighbulbs in their offices. 
 
Draft a presentation for management outlining the pitfalls of the current situation and suggest five 
ways to remedy the situation. 
 [15] 
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QUESTION 7  
Suppose that you observe the server for 2400 seconds, during which time there are 
1800 completed transactions, and the server is actually busy processing that workload 
for 2000 seconds.  Calculate the following: 
 
7.1 CPU Utilisation 
7.2 Average transaction throughput of the system 
7.3 Average service time 
7.4 Transaction capacity of the server 
 
Show all calculations. 
   [8] 
 
QUESTION 8 
Users entrust the IT department with the safekeeping of their data.  Discuss the four major areas that 
have a direct impact on this trust that users have in the IT department. 
   [8] 
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